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Via Electronic Submission
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Through May 31,2010, CG Docket 03-123

Dear Ms. Dortch:

AT&T hereby submits its Annual Summary ofTRS Complaint Logs for the time period June 1,
2009 through May 31, 2010.

If you have any questions, please contact the undersigned at 202-457-3039.

Sincerely,

Toni R. Acton
Director
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AT&T RELAY SERVICES

ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2009 through May 31, 2010

Complaint Summary by Category
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0
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0

In Call Replacement 0

AnswerPenormance 1 1

Gender Accommodation 2 2

Total 0 1 0 2 0 0 0 1 0 1 1 0 6
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AT&T RELAY SERVICES
MICHIGAN RELAY

2010 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2009 through May 31,2010
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AT&T RELAY SERVICES
MICHIGAN RELAY

2010 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2009 through May 31, 2010

Complaint Summary by Category

0 0 0 0 0 0 0 0 0 0 0 0 0

0 0 0 0 0 0 0 0 0 0 0 0 0

Verbatim 0 0 0 0 0 0 0 0 0 0 0 0 0

Typina Issues 0 0 0 0 0 0 0 0 0 0 0 0 0

In Call Replacement 0 0 0 0 0 0 0 0 0 0 0 0 0

Answer Performance 0 0 0 0 0 0 0 0 0 0 0 0 0

Gender Accommodation 0 0 0 0 0 0 0 0 0 0 0 0 0

Total 0 0 0 0 0 0 0 0 0 0 0 0 0
6/16/2010
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MICHIGAN RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY

JUNE 2009 - MAY 2010

JUNE 2009 - Nothing to report

JULY 2009- Nothing to report

AUGUST 2009- Nothing to report

SEPTEMBER 2009 - Nothing to report

OCTOBER 2009 - Nothing to report

NOVEMBER 2009- Nothing to report

DECEMBER 2009- Nothing to report

JANUARY 2010- Nothing to report

FEBRUARY 2010- Nothing to report

MARCH 2010- Nothing to report

APRIL 2010- Nothing to report

MAY 2010- Nothing to report

MI-FCC2010.docx 6/16/2010



AT&T RELAY SERVICES
AT&T INSTANT MESSAGE RELAY

2010 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2009 through May 31, 2010
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AT&T RELAY SERVICES
AT&T INSTANT MESSAGE RELAY

2010 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2009 through May 31, 2010

Complaint Summary by Category

0 0 0 0 0 0 0 0 0 0 0 0

0 0 0 0 0 0 0 0 0 0 0 0

Verbatim 0 0 0 0 0 0 0 0 0 0 0 0

Typing Issues 0 0 0 0 0 0 0 0 0 0 0 0

In Call Replacement 0 0 0 0 0 0 0 0 0 0 0 0

Answer Performance 0 0 0 0 0 0 0 0 0 0 0 0

Gender Accommodation 0 0 0 0 0 0 0 0 0 0 0 0

Total 0 0 0 0 0 0 0 0 0 0 0 0
6/16/2010
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AT&T INSTANT MESSAGE RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY

JUNE 2009 - MAY 2010

JUNE 2009 - Nothing to report

JULY 2009- Nothing to report

AUGUST 2009- Nothing to report

SEPTEMBER 2009 - Nothing to report

OCTOBER 2009 - Nothing to report

NOVEMBER 2009- Nothing to report

DECEMBER 2009- Nothing to report

JANUARY 2010- Nothing to report

FEBRUARY 2010- Nothing to report

MARCH 2010- Nothing to report

APRIL 2010- Nothing to report

MAY 2010- Nothing to report

ATT IM-FCC2010.docx 6/16/2010



AT&T RELAY SERVICES
AT&T Non-Contract States (Other)

2010 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2009 through May 31 , 2010

~?
~1at&t

AT&T RELAY SERVICES
AT&T Non-Contract States (Other)

ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2009 through May 31, 2010

Complaint Summary by Category

0 0 0 0 0 0 0 0 0 0 0 0

0 0 0 0 0 0 0 0 0 0 0 0

0 0 0 0 0 0 0 0 0 0 0 0

0 0 0 0 0 0 0 0 0 0 0 0

In Call Replacement 0 0 0 0 0 0 0 0 0 0 0 0

Answer Performance 0 0 0 0 0 0 0 0 0 0 0 0

Gender Accommodation 0 0 0 0 0 0 0 0 0 0 0 0

Total 0 0 0 0 0 0 0 0 0 0 0 0
6116/2010
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AT&T NON-CONTRACT STATES (OTHER)
ANNUAL CONSUMER COMPLAINTS SUMMARY

JUNE 2009 - MAY 2010

JUNE 2009 - Nothing to report

JULY 2009- Nothing to report

AUGUST 2009- Nothing to report

SEPTEMBER 2009- Nothing to report

OCTOBER 2009 - Nothing to report

NOVEMBER 2009- Nothing to report

DECEMBER 2009- Nothing to report

JANUARY 2010- Nothing to report

FEBRUARY 2010- Nothing to report

MARCH 2010- Nothing to report

APRIL 2010- Nothing to report

MAY 2010- Nothing to report

ATT OTHER-FCC2010.docx 6/16/2010



AT&T RELAY SERVICES
PENNSYLVANIA RELAY

2010 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1,2009 through May 31, 2010
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AT&T RELAY SERVICES
PENNSYLVANIA

2010 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1,2009 through May 31,2010

Complaint Summary by Category

0 0 0 0 0 0 0 0 0 0 1 0 1

0 0 0 0 0 0 0 0 0 0 0 0 0

0 1 0 0 0 0 0 0 0 1 0 0 2

0 0 0 0 0 0 0 0 0 0 0 0 0

0 0 0 0 0 0 0 0 0 0 0 0 0

0 0 0 0 0 0 0 1 0 0 0 0 1

Gender Accommodation I· 0 0 0 0 0 0 0 0 0 0 0 0 0

Total I 0 1 0 0 0 0 0 1 0 1 1 0 4
6/17/2010

PA 2010 FCC Complaints Log Page 1 of 1



PENNSYLVANIA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY

JUNE 2009 - MAY 2010

JUNE 2009 - Nothing to report

JULY 2009

TTY July 2,2009
The customer complained the CA had not relayed the call verbatim.
Category: Other (CA/OPR)
Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager
would follow up accordingly.
Contact Closed: July 2,2009

AUGUST 2009- Nothing to report

SEPTEMBER 2009 - Nothing to report

OCTOBER 2009 - Nothing to report

NOVEMBER 2009- Nothing to report

DECEMBER 2009- Nothing to report

JANUARY 2010

Voice January 14,2010
The customer complained he/she had difficulty reaching the relay service.
Category: AnswerlWait Time
Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apologized for the customer's inconvenience. Referred to technical team for review.
Contact Closed: January 14, 2010
FCC: Answer Performance

FEBRUARY 2010- Nothing to report

MARCH 2010

TTY March 18, 2010
The customer complained the CA had not relayed the call verbatim.
Category: Other (CA/OPR)
Escalation: Received by the National Customer Care Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager
would follow up accordingly.
Contact Closed: March 18,2010
FCC: Verbatim

PA-FCC2010.docx 6/17/2010



PENNSYLVANIA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY

JUNE 2009 - MAY 2010

APRIL 2010

TTY April 16, 2010
The customer complained the CA did not remain transparent.
Category: Other (CA/OPR)
Escalation: Received by the Pennsylvania Relay Center and handled by the National Customer
Care Center.
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager
would follow up accordingly.
Contact Closed: April 19, 2010
FCC: Transparency

MAY 2010- Nothing to report

PA-FCC2010.docx 6/17/2010



AT&T RELAY SERVICES
VIRGINIA RELAY SERVICE

2010 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1,2009 through May 31,2010

~at&t

AT&T RELAY SERVICES
VIRGINIA RELAY SERVICE

2010 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2009 through May 31, 2010

Complaint Summary by Category

Transparency 0 0 a a a a a a a a 0 0 0

Confidentiality 0 0 a 0 0 a 0 0 0 0 0 0 0

Verbatim 0 0 0 0 0 0 0 0 0 0 0 0 0

Typing Issues 0 0 0 0 0 0 0 0 0 0 0 0 0

In Call Replacement 0 0 0 0 0 0 0 0 0 0 0 0 0

Answer Performance 0 0 0 0 0 0 0 0 0 0 0 0 0

Gender Accommodation 0 0 0 2 0 0 0 0 0 0 0 0 2

Total 0 0 0 2 0 0 0 0 0 0 0 0 2

6f16f2010
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VIRGINIA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY

JUNE 2009 - MAY 2010

JUNE 2009 - Nothing to report

JULY 2009- Nothing to report

AUGUST 2009- Nothing to report

SEPTEMBER 2009

TTY September 28, 2009
The customer complained the CA did not comply with his/her request for a female CA.
Category: Other (CAlOPR)
Escalation: Received by the Virginia Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager would follow
up accordingly.
Contact Closed: September 28,2009
FCC: Gender Accommodation

TTY September 28, 2009
The customer complained the CA did not comply with his/her request for a female CA.
Category: Other (CAlOPR)
Escalation: Received by the Virginia Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager would follow
up accordingly.
Contact Closed: September 28,2009
FCC: Gender Accommodation

OCTOBER 2009 - Nothing to report

NOVEMBER 2009- Nothing to report

DECEMBER 2009- Nothing to report

JANUARY 2010- Nothing to report

FEBRUARY 2010- Nothing to report

MARCH 2010- Nothing to report

APRIL 2010- Nothing to report

MAY 2010- Nothing to report

VA-FCC2010.docx 6/16/2010



Michigan Captel FCC Complaint Report 2010

Sent customer information
explaining the difference
between a CapTel and a
traditional phone. Explained to
customer why
disconnect/reconnect might be

Disconnect/Reconnect during loccurring and sent letter with
6/4/2009 111 :30:00 AM lTechnical Icalls tips to reduce their occurrence. I 6/4/2009-

Advised customer to change
Dialing Issue - Using Pulse phone setting from tone to
instead of Tone dialing or Tone pulse. This resolved customer's

6/18/2009 112:50:00 PM 1Product linstead of Pulse experience. 1 6/18/2009

Advised customer of proper
programming of Call Waiting
block for successful outbound
captioned calling. Confirmed this
adjustment resolved customer's

6/22/2009 110:10:00 AM IProduct IDialing/Setup - Call Waiting lexperience. 1 6/22/2009
Sent customer information
explaining the difference
between a CapTel and a
traditional phone. Explained to
customer why
disconnect/reconnect might be

Disconnect/Reconnect during loccurring and sent email with
6/24/2009 19:20:00 AM lTechnical Icalls tips to reduce their occurrance. I 6/24/2009

dVlsed proper programming 0

dialing prefix for outbound
captioned calling. Confirmed this
adjustment resolved customer's

6/26/2009 12:00:00 PM 1Product IDialing/Setup - Call Waiting lexperience. I 6/26/2009

Page 1 of 7



Michigan Captel FCC Complaint Report 2010

Advised customer to remove
mistaken dialing prefix
programmed in menu of
CapTel. Confirmed this
adjustment resolved customer's

6/30/2009 13:25:00 PM IProduct IDialing/Setup - Dialing Prefix lexperience, 1 6/30/2009

Advised customer to delete
mistaken Call Waiting block
code. Confirmed this adjustment

7/6/2009 111 :40:00 AM 1Product IDialing/Setup - Call Waiting resolved customer's experience. 1 7/6/2009
vIse e ep one ec mClan 0

the need for the CapTel unit to
dial to an 866 number. They will

Dialing Issue - Can't dial out in remove block on dialing 800

7/6/2009 13:00:00 PM IProduct Icaption mode numbers from her line. 1 7/6/2009
Advised customer to change

Dialing Issue - Using Pulse rhOne setting from tone to
instead of Tone dialing or Tone pulse. This resolved customer's

7/10/2009 110:25:00 AM IProduct linstead of Pulse experience. 1 7/10/2009
ivIsed customer on how billing

for captioned long distance
works and confirmed their
preferred carrier of choice is in

7/21/2009 11:00:00 PM IBiliing IBiliing - General ~rsYstem. 1 7/21/2009

Advised customer to remove
mistaken dialing prefix
programmed in menu of

8/3112009 11:15:00 PM IProduct IDialing/Setup - Dialing Prefix CapTel. I 8/31/2009
mls a en a al Ing oc
code. Confirmed this adjustment

10/29/2009 14:35:00 PM IProduct IDialing/Setup - Call Waiting Iresolved customer's experience. 1 10/29/2009

mistaken and unnecessary Call
Waiting block code. This

11/20/2009 112:15:00 PM IProduct IDialing/Setup - Call Waiting Iresolved previously experienced 1 11/20/2009

Page 2 of7



Michigan Captel FCC Complaint Report 2010

Advised customer to delete
mistaken Call Waiting block
code. Confirmed this adjustment

11/20/2009 12:10:00 PM IProduct IDialing/Setup - Call Waiting Iresolved customer's experience. I 11/20/2009

Advised customer to change
Dialing Issue - Using Pulse rhone setting from pulse to
instead of Tone or Tone instead tone. This resolved customer's

11/20/2009 12:10:00 PM IProduct lof Pulse experience. I 11/20/2009

CSR advised customer of
proper programming of Call
Waiting block for successful
outbound captioned calling.
Confirmed this adjustment

1/1212010 110:00:00 AM IProduct I Dialing/Setup - Call Waiting resolved customer's experience. I 1/12/2010

Customer called Customer
Service citing disconnections on
captioned calls. CSR confirmed
that customer had Call Waiting
service on phone line but had
not programmed a Call Waiting
block code in phone. CSR
explained how to program code
and also discussed option of 2-
Line, which would allow full use

2/15/2010 112:45:00 PM IProduct IDialing/Set up - Call Waiting 10f Call-Waiting feature. I 2/15/2010

Page 3 of?



Michigan Captel FCC Complaint Report 2010

Customer stated she loses
connection on nearly all of her
calls. CSR sent customer
information explaining the
difference between a CapTel
and a traditional phone.
Explained to customer why
disconnect/reconnect might be

Disconnect/Reconnect during loccurring and sent email with
2/22/2010 12:40:00 PM lTechnical Icalls tips to reduce their occurrance. I 2/22/2010

Customer reported that she is
unable to dial out with captions
from the CapTel phone. CSR
advised customer to remove
mistaken dialing prefix
programmed in menu of
CapTe!. Confirmed this
adjustment resolved customer's

2/23/2010 14:25:00 PM Iproduct IDialing/Setup - Dialing Prefix experience. I 2/23/2010

Customer was unable to
connect with captions in 2-Line
mode in their office. After further
discussion, CSR advised proper
programming of dialing prefix for
second phone line for 2-Line
CapTel set up. Confirmed this
adjustment resolved customer's

3/8/2010 11 :25:00 PM IProduct IDialing/Setup - Dialing Prefix lexperience. 1 3/8/2010

Page 4 of 7



Michigan Captel FCC Complaint Report 2010

Customer's daughter reported
the customer was unable to dial
out with captions. Advised
customer to delete mistaken
Call Waiting block code.
Confirmed this adjustment

3/10/2010 19:05:00 AM IProduct IDialing/Setup - Call Waiting resolved customer's experience. 1 3/10/2010
us omer repo e seeing

"caption line is ringing" on their
display screen when trying to
make an outgoing captioned
call. CSR advised customer to
remove mistaken dialing prefix
programmed in menu of
CapTel. Confirmed this
adjustment resolved customer's

3/19/2010 112:10:00 PM IProduct IDialing/Setup - Dialing Prefix lexperience. 1 3/19/2010

Phone technician was assisting
with the set up of the CapTel in
2-Line mode in an office setting.
CSR advised proper
programming of dialing prefix for
second phone line. Confirmed
this adjustment resolved

3/22/2010 111 :40:00 AM IProduct IDialing/Setup - Dialing Prefix customer's experience. 1 3/22/2010
I I I I

with the set up of the CapTel in
2-Line mode in an office setting.
CSR explained how to turn 2-
Line mode on in the menu. Test
calls confirmed that unit is
working successfully in 2-Line

3/22/2010 111 :40:00 AM Iproduct ISet up - General Imode. I 3/22/2010

Page 5 of 7



Michigan Captel FCC Complaint Report 2010

Customersaicfhe had no dial
tone. CSR advised customer to
perform a physical and
electronic resets which resulted
in an intermittent dial tone. CSR
advised customer to move the
phone to a different location
which resolved the customer's

3/24/2010 11:30:00 PM IProduct IDial Tone - Not heard lexperience. 1 3/24/2010

Customer's technician reported
that captions do not connect on
incoming calls. CSR advised
proper programming of dialing
prefix to use CapTel in 2-Line
mode successfully. Confirmed
this adjustment resolved

3/30/2010 111:10:00 AM IProduct IDialing/Setup - Dialing Prefix customer's experience. 1 3/30/2010

Customer's technician reported
their inability to get captions on
incoming calls in 2-Line mode.
CSR advised customer to delete
mistaken Call Waiting block
code. Confirmed this adjustment

3/30/2010 111 :10:00 AM Iproduct IDialing/Setup - Call Waiting resolved customer's experience. 1 3/30/2010

Customer reported no dial tone
on the CapTe!. CSR advised a
physical reset and this resolved

4/2/2010 18:15:00 AM IProduct IDial Tone - Not heard Ithe customer's experience. 1 4/2/2010

Page 6 of 7



Michigan Captel FCC Complaint Report 2010

ustomer InqOlrea now to
remove and how to insert the
proper call waiting block code.
CSR explained extensively how
to remove the *70 with a comma
from the menu settings if they
are discontinuing the service
from their phone company.
CSR also explained how to
insert the proper block call
waiting, if customer decides to

4/7/2010 9:50:00 AM Product Dialing/Setup - Call Waiting keep the service. 1 4/7/2010

Customer's friend called
reporting problem with CapTel
phone 200. CSR advised
customer to delete mistaken
Call Waiting block code in menu
of CapTel phone as secondary
line had no Call Waiting service.

4/2012010 112:45:00 PM IProduct IDialing/Setup - Call Waiting IThis resolved problem. 1 4/20/2010
Customer said she gets no dial
tone on her CapTel phone. She
could not hear CSR to get any
advice. CSR called her back
and got answering machine. Left
message to check the
connection of the CapTel phone
to phone line at both phone and
wall jack. Customer now using

4/26/2010 18:50:00 AM 1Product IDial Tone - Not heard ICapTel phone. 1 4/26/2010

Customer reported no dial tone
on her CapTel. CSR advised a
physical reset and this resolved

4/26/2010 19:45:00 AM IProduct IDial Tone - Not heard Ithe customer's experience. 1 4/26/2010
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